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& Johnson, 2009), E}%1¢] #4) FF3 WA

£ 92 AN 2 o] HAgHoleke
BHANA ¥ thEmery, 2000, HHH A
FE A AE QI B2 1A
2 Roz nal
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ATME A5 AE Aot v& HEo2ZH A
el AMF AsE gfofsh FHk(Farroni,
Csibra, Simion, & Johnson, 2002).

o] Al WERE ARSA QA ERRIY
472 54 dig F2 FFS WA
e, Azl 22 QA JFs Foh
TFAHOE, HHA AldF, oA BIFRs=
BT AL el tig Ao SHA AT

)

et °F

o

& Ttk ARFES AlS F9ske AR
O AT £ 9FE AlES Folei, o
< mjH o]t H7}3HcHEwing et al, 2010).
AH{H Al el FJFsta A=
238 A5 2 AME-E (Andersson et al., 2016)
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The Effect of Customer-Employees’ gaze
behavior on Consumer Experiments:

Focusing on the Situations of Custom-Order
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Gaze coveys a lot of information in human interaction and has a strong influence on impression formation
and cognitive activities. Nevertheless, there are limited studies about the gaze behavior between employees
and customers in the service encounter, and few studies have dealt with the influence of employees' gaze,
especially in the Korean consumer environment. This paper aims to study the influence of employees' gaze
on customers' gaze behavior and overall experience in the Korean service encounter, using eye tracking
methodology. In addition, customers' gaze behavior may be different depending on the cognitive load, and
this study attempted to investigate the influence of the cognitive load on the gaze effect. The study was
conducted on adults and measured the participants' gaze behavior, social impression, service encounter
satisfaction, and revisit intention depending on the employee's gaze and cognitive load. As a result of the
study, the direct gaze of the employee had a positive effect on the customers' impression, service
encounter satisfaction, and revisit intention. The cognitive load decreased the visual attention of the
customer to the employee ’s eyes. However, there was no interaction of employees' gaze and cognitive load.
This study can provide academic and practical implications by verifying the influence of employees' gaze

in Korean service encounter that has not previously received attention.

Key words : gaze, gaze direction, eye comtact, cognitive load, eye-tracking
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